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Fewer Refunds and More Happy People Checklist:
Step 1:  Follow up by phone and by email.
Step 2:  Find out why they’re requesting a refund.
Step 3:  Make them an offer that corresponds to their reason!
Step 4:  Always process refunds quickly!
Step 5:  Follow up by email again.
Your Voicemail Script
Hey [member name], this is [your name], and I’m calling from [insert your business name] and I received a note saying you had a question about your membership. 
If you would, please call me back at [Your Phone Number] or, simply reply to the email I am about to send, and let me know when a good time to call would be.
Talk soon, 
[Your Name]
Your Voicemail Follow Up Email - Sent IMMEDIATELY After Voicemail
Subject: Question about your membership...
I just left you a voicemail.  [Owner/coach] sent me a note saying you had a question about your membership.
I want you to know that people matter more than your membership. I call everyone who signs up and who cancels. The last thing we want to do is abandon a member who is going through some sort of difficulty.
We want to help!  
Please let me know by calling [Phone Number] or just reply to this email and let me know when would be a good time to talk.
Talk soon!
[Your Email Signature]
Our Sample Voicemail Script & Email


Voicemail Script - 
Hey Bonnie, this is John Donahue, and I’m calling from Scott Whitaker and Membership Accelerators Club and I received a note saying you had a question about your membership. 
If you would, please call me back at (678) 810-1882  or, simply reply to the email I am about to send and let me know when a good time to call would be.
Looking forward to talking soon!


Our Sample Email - 
Subject: Question About Your Membership…
Hey Bonnie, 
I just left you a voicemail.  Scott sent me a note saying you had a question about your membership.
I want you to know that people matter more than your membership. I call everyone who signs up and who cancels. The last thing we want to do is abandon a member who is going through some sort of difficulty.
We want to help!  
Please let me know by calling (678) 810-1882 or just reply to this email and let me know when would be a good time to talk.
Talk soon!
--
John C. Donahue
Dir. of Marketing & Community Manager
Membership Multipliers
Swipe Email - When Someone Does Not Respond


Subject: About your membership… (Sent if they do not respond)
Hey [Member Name],
The reason for my call and email is that I wanted you to know that people matter more than your membership. I call everyone who signs up and who cancels. 
Just wanted to see if there was some sort of “trouble, transition or tension” and if so I was going to offer [your offer] to try and help.  The last thing we want to do is abandon a member who is going through some sort of difficulty.
Per your request, I’ve canceled your membership. 
Just know, you’re valued and you’re welcome back at any time.
[Your Email Signature]
Our Sample Email
Hey Bonnie,
The reason for my call and email is that I wanted you to know that people matter more than your membership. I call everyone who signs up and who cancels. 
Just wanted to see if there was some sort of “trouble, transition or tension” and if so I was going to offer you a free month to try and help.  The last thing we want to do is abandon a member who is going through some sort of difficulty.
Per your request, I’ve canceled your membership. 
Just know, you’re valued and you’re welcome back at any time.
--
John C. Donahue
Dir. of Marketing & Community Manager
Membership Multipliers
Swipe Email - Product in Lieu of Refund 
Subject: About Your Membership
Hey [First Name], 
Great to chat with you today.
While we are sad to see you go, we believe it will only be for a short time.
As per your request, I have cancelled your [Name of Membership].
In lieu of your refund, you now have [Name of Resource].
All you need to do is log in to the membership site. 
When you scroll down, you will see the [Name of Resource] available.
Click on it and you have access to that resource.
I am including your login information for your convenience.
Login URL:  
Username:  
Password:  
Again, we are sad to see you go and you are welcome back at any time!
Have a great day.
[Sign Your Name]
Our Sample Email
Hey [first name], 
Great to chat with you today.
While I am sad to see you go, I believe it will only be for a short time.
I am also excited to see your membership launch and grow.
As per your request, I have cancelled your Membership Accelerators Club membership.
In lieu of your refund, you now have the Membership Power Launch resource.
INSERT LINK
All you need to do is log in to the membership site. 
When you scroll down, you will see the Membership Power Launch logo available.
Click on it and you have access to that resource.
I am including your login information for your convenience.
Login URL: 
Username:  
Password:  
Again, we are sad to see you go and you are welcome back at any time!
Have a great day.
John
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